
 
May 21, 2010 
 
 
Federal Communications Commission 
445 12th Street, SW 
Room TW-A325 
Washington, DC   20554 
 
RE:  CG Docket No. 02-278 
 
This is in response to your office’s call for comment on proposed revisions to the Federal 
Communications Commission’s (FCC’s) rules under the Telephone Consumer Protection Act 
(TCPA) contained in the Notice of Proposed Rulemaking published in the Federal Register on 
March 21, 2010 (the “NPRM”) (CG Docket No. 02-278).   
 
This letter is submitted by the National Council of Higher Education Loan Programs (NCHELP) 
and the Education Finance Council (EFC). NCHELP is a trade association whose members 
include lenders, including banks and nonprofit organizations, guaranty agencies, secondary 
markets, loan servicers and collection agencies. EFC is the trade association representing 
nonprofit and state-based student loan providers.  Members of NCHELP and EFC participate in 
education loan programs, including the federally sponsored student loan programs and private 
educational loan programs.  These programs enable individuals to attain the postsecondary 
education needed to succeed. The ability of our country to compete in the world marketplace 
depends on having an educated citizenry. 
  
According to the NPRM, the purposes of the NPRM are to harmonize rules under the Telephone 
Consumer Protection Act with those under the Federal Trade Commission’s (FTC’s) 
Telemarketing Sales Rule (TSR) with respect to prerecorded telemarketing calls by removing 
differences in treatment of entities that operate outside of the FCC’s jurisdiction1, and to 
empower residential telephone subscribers to avoid telephone solicitations to which they object2. 
 
With that background, the FCC proposes, among other things, to require telephone subscribers’ 
express written consent to receive prerecorded telemarketing messages, whether sent to cellular 
phones or to residential phone lines3, and to eliminate the established business relationship 
exception to the consent requirement for telemarketing messages to residential telephone lines.4 
In the NPRM, the FCC also seeks comment on its tentative conclusion that the express written 
consent requirement should also apply to automated or artificial or prerecorded message calls to 

                                                 
1 FCC 10-18, para. 1 and 2.  The FCC notes that, while most entities using prerecorded telemarketing calls must 
comply with the more restrictive FTC standards, some, such as common carriers, banks and insurance companies, 
are subject only to the FCC’s rules. Id. 
2 Id., para. 2. Again, looking to conform its rules to those of the FTC, the FCC notes that an established business 
relationship exception doesn’t exist under the TSR for prerecorded telemarketing because the FTC found that 
consumers object to those telemarketing messages. Id. at para. 25-29. 
3 Id., para. 16. 
4 Id., para. 28. 
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cellular phones and prerecorded message calls to residential phone lines.5 While we recognize 
that, in footnotes to the NPRM, the FCC states that as a practical matter the proposed written 
consent requirement only applies to sellers and telemarketers6 and that the NPRM does not 
change the FCC’s current rules on prerecorded message calls that do not include a solicitation,7 
the language of the  proposed rule and the preamble discussion are not  limited to telemarketing 
and so will create inconsistency with the TSR and have severe implications on the integrity of 
the student loan programs and adverse consequences for consumer borrowers8.  
 
Historically, the FCC and the FTC have declined to apply the TCPA and TSR restriction to calls 
made by creditors, servicers and collectors in performance of their normal activities in servicing 
loans and attempting to collect defaulted loans. For example, the FTC determined that debt 
collection calls are not telemarketing (unless the call also includes an “upsell”) and are not 
covered by the TSR.9 In 2008, the FTC revised its Telemarketing Sales Rule to prohibit a seller 
or telemarketer from initiating an outbound telephone call that delivers a prerecorded 
telemarketing message unless the caller had previously obtained the recipient’s signed written 
agreement to receive such calls.10 However, this action by the FTC should not be viewed as a 
rationale to apply the restrictions to creditors, servicers and collectors in performing their 
established roles in servicing and collecting existing loans because the FTC’s rule does not apply 
to these activities.   
  
The FCC also has made it clear ever since 1992 that calls made by creditors, servicers and 
collectors are exempt from its TCPA rule. Most recently, in a Declaratory Ruling adopted 
December 28, 2007 in response to the request of ACA International, the FCC ruled that (i) calls 
regarding debt collection or to recover payments are not telephone solicitations and are not 
subject to the TCPA’s restrictions on telephone solicitations; and (ii) creditors and debt 
collectors may use predictive dialers to call wireless phones as long as the wireless phone 
number was provide by the subscriber in connection with the existing debt.11 This rule followed 
the FCC’s initial rule implementing the TCPA, which concluded that an express exemption for 
debt collection calls to residences was unnecessary as such calls fall within the exemptions 
adopted for commercial calls which do not transmit an unsolicited advertisement and for 
established business relationships12, and the 1995 Memorandum Opinion and Order addressing 
petitions for reconsideration of the 1992 TCPA Order, which clarified that prerecorded debt 
collection calls are exempted from the prohibition on prerecorded or artificial voice messages to 
residences.13 The 1992 TCPA Order is based, at least in part, on the determination that persons 
who knowingly release their phone numbers have in effect given their invitation or permission to 
                                                 
5 Id., para. 20. 
6 Id., ftn. 53. 
7 Id., ftn. 81. 
8 Our concern also stems from the fact that, while in footnote 81 the FCC states that it is not addressing the 
commercial/non-solicitation exception to residential phone consent requirements, the statutory predicate for both 
this and the established business relationship exception is a lack of adverse affect on privacy rights. See 47 USC 
227(b)(2)(B)(ii)(I).  
9 See Telemarketing Sales Rule, 68 Fed. Reg. 4580, 4664 (January 29, 2003); see also FCC 05-28 Second Order on 
Reconsideration, ftn. 111 (February 10, 2005). 
10  2008 Final Rule Amendments, 73 Fed. Reg. 51164 (August 29, 2008). 
11  FCC 07-232 (December 28, 2007). 
12  1992 TCPA Order, 7 FCC Rcd at 8773, para. 39 
13  1995 TCPA Reconsideration Order, 10 FCC Rcd at 12400, para. 39. 
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be called at the number which they have given, absent instructions to the contrary.”14 The 2007 
Declaratory Ruling affirms that determination.15 We find this rationale to still be compelling.  
 
Therefore, absent clear regulatory language that loan servicing and debt collection activity are 
not subject to the proposed changes set forth in the NPRM, the proposed revisions will not 
harmonize the FCC’s with the FTC’s regulations but rather will mean that the activities of 
creditors, servicers and their debt collection agencies falling within the FTC’s jurisdiction will 
not be subject to the TSR but will be encompassed within a different set of more restrictive FCC 
rules. 
 
Protecting consumers from invasive and aggressive telemarketing calls is important. However, 
we strongly believe that the imposition of telemarketer restrictions on student loan providers and 
their servicers and collectors would have serious consequences that will result in additional 
student loan defaults and reduced default recoveries, limiting the already scarce resources 
necessary to help Americans pursue a higher education. It would also have unintended harmful 
consequences on borrowers, tens of thousands of whom will needlessly default on their student 
loans because they could not be efficiently contacted about their loan status and counseled on the 
many repayment options available to them. Because well over 80% of outstanding student loans 
have been made under federally sponsored loan programs where the federal government 
ultimately bears all or substantially all the default risk, any such restriction will cost federal 
taxpayers billions of dollars. 
 
The federally-sponsored student loan programs administered by the U.S. Department of 
Education include the Federal Family Education Loan Program (FFELP), the William D. Ford 
Federal Direct Loan Program and Federal Perkins Loan Program. The outstanding balance on 
FFELP and Direct Loans is over $636 billion, of which $487 billion is made under the Federal 
Family Education Loan Program. Over $100 billion in new federal student loans will be made 
for the 2009-2010 academic year. Normal servicing activity calls for telephone contact with 
borrowers who are overdue in their payments on a regular basis.  The purpose is to remind them 
of their obligations and to educate them as to the various options available for meeting them. In 
FFY 2008, over $60 billion in defaults on FFELP loans were averted through these efforts of the 
nation’s student loan guarantors, lenders, servicers and agencies. Similar rules requiring phone 
contact apply to the Direct Loan Program and the Perkins Loan Program, and similar servicing 
practices are followed for private education loans.   
 
The federal programs have a variety of tools, including an attractive income based repayment 
plan and deferments and forbearance, to help borrowers who are experiencing difficulty in 
repaying their student loans. By taking advantage of these plans, borrowers can avoid default and 
its negative consequences. However, they have to be aware of the offerings to do so; if creditors, 
servicers, guarantors and their agencies cannot use consumer-preferred means of 
communications (more fully discussed below), these reminders and information never get to the 
consumer.  Few borrowers take the initiative; most need to be prompted. The most efficient way 
to do this is through telephone contact. Both predictive dialers and prerecorded messages are 
used to improve the efficiency of these activities. 
                                                 
14  1992 TCPA Order, 7 FCC Rcd at 8769, para. 31.  
15  FCC 07-232, p. 6 (December 28, 2007). 
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Reaching borrowers by telephone during the delinquency period is critically important.  
According to information provided by the U.S. Department of Education, in 2008 over 95 
percent of defaulted borrowers had not been contacted by telephone during the 360 days leading 
up to default.16 The Department’s information also reveals that if its loan servicer can reach a 
delinquent borrower by telephone, it can resolve the delinquency 98 percent of the time.  
 
Despite best efforts, some federal student loans do go into default. In these cases, guaranty 
agencies (for FFELP loans) and the Department of Education (for Direct Loans) must attempt to 
collect the loans on behalf of the federal taxpayer. Federal requirements mandate how these 
activities are conducted and, as with delinquency processing, specifically require telephone 
contact. These activities are commonly outsourced to private collection agencies. One of the 
tools available to help borrowers is loan rehabilitation, under which a defaulted borrower who 
makes nine monthly payments over a period of ten months can wipe out the default record and 
be considered in good standing.  This option often requires multiple telephone contacts to assist 
the borrower in staying on track and making timely payments for the required number of months. 
In FFY 2009, the Department of Education and the FFELP guaranty agencies collected over $8.8 
billion on defaulted loans, over $3.5 billion of which was through loan rehabilitation. The 
recovery of defaulted private education loans also relies on telephone contact. 
 
Since passage of the TCPA, various communication technologies have been developed and have 
come into common use, including cell phones, automated messaging, caller ID/ANI and 
predictive dialers. The use of cellular telephones has increased dramatically, and today one of 
every four American homes (24.5%) has only wireless telephones, according to the Center for 
Disease Control’s (CDC) most recent report.    In addition, the CDC reports that an additional 
fifteen percent have landlines but receive virtually all of their calls on wireless phones.   The 
statistics for college students (aged 18-24) and recent graduates (aged 25-29) are even more 
dramatic.  Nearly half of adults aged 25-29 years (48.6%) live in households with only wireless 
telephones and more than one-third of adults aged 18-24 (37.8%) live in households with only 
wireless telephones.17  
 
Another significant technological change has been the universal use of caller ID and voice mail 
both in the cellular sector, and their prevalence in the landline sector. Using these features, 
debtors commonly decline to answer calls from other than people they know, with the caller then 
leaving a message. The most efficient means of contacting these borrowers is to leave an 
automated or prerecorded message. An advantage of using a prerecorded message is that the 
message content can be reviewed in advance to assure legal compliance.  
 
We do not take lightly the importance of taking privacy interests into consideration. However, 
privacy should not be the sole consideration.  There needs to be a balancing of interests that 
includes the integrity of our credit system and other, non-privacy, interests of borrowers.  
 

                                                 
16 Slide #31, Powerpoint #5, 2009 Federal Student Aid Conference 
(http://ifap.ed.gov/presentations/2009FSAConference.html). 
17 Wireless Substitution: Early Release of Estimates From the National Health Interview Survey, July-December 
2009; National Center for Health Statistics (May 12, 2010). 
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A functioning credit system depends on borrowers repaying their loans. Borrowers in many cases 
need to be reminded of their obligations. In fact, any reasonable borrower will expect this; when 
he or she accepts the loan, there’s an understanding that he or she will be called if a required 
payment is not made. To prohibit this contact unless the borrower has authorized the contact in 
writing raises an almost insurmountable barrier to successful loan servicing and collection. In the 
NPRM, the FCC proposes to adopt a FTC provision, applicable to telemarketing, under which 
consent cannot be obtained as a loan requirement. While we do not take issue with the 
application of this approach to telemarketing, we believe the approach is counterproductive if 
applied more generally to normal servicing. There is no reason for the borrower to agree to 
provide the authorization, particularly when the authorization is sought at a time when the 
borrower is not having difficulty making payments (e.g. when the borrower is in school and no 
payments are required). The availability of an electronic authorization also is not realistic, as the 
conditions to obtaining consent to the use of electronic signatures under the E-Sign Act are 
probably even more problematic. We strongly believe, as the FCC has previously ruled, that, by 
providing telephone contact information to a creditor or its agent at any time during a loan’s life 
cycle, a borrower is consenting to being contacted through that telephone. 
 
To deny a creditor the most effective means to remind the borrower of his or her repayment 
obligation, and to provide information about rights and options, increases the dysfunction of the 
credit system and ultimately will increase the cost of credit to all borrowers because of increased 
operational costs and increased loss experience. It also should be pointed out that with voice 
messaging the debtor has total control over when he or she decides to listen to a message. 
 
It should be recognized that it’s not only the creditor that benefits, the value of communication to 
the debtor is also significant. Early delinquency contacts commonly are designed to assure the 
understanding of the borrower’s debt obligations and of available repayment plans and deferment 
and forbearance options.  The availability of income-based-repayment plans in the federal 
student loan programs, under which many borrowers are not required to even make a payment, is 
just one example of how creditors and their servicers can help borrowers, if given the 
opportunity. The value of these contacts is especially critical in the student loan context, since 
repayment ordinarily does not begin until the borrower leaves school, which is commonly years 
after the loan documents are signed and funds are disbursed. 
 
Even after default, there is much that can be done to assist the borrower, particularly in the 
federally sponsored loan programs. The opportunity for loan rehabilitation is just one example. 
In short, borrowers will be harmed if student loan providers cannot communicate with them in 
the manner they prefer. Also, if these contacts cannot be made, it’s more likely that the first point 
of contact a borrower will have will be a legal process (e.g. wage garnishment or litigation).  All 
parties have an interest in attempting to resolve problems long before this occurs.   
 
The attached documents, redacted for privacy, are just a small sample of those received by 
guaranty agencies and their collection vendors from distressed borrowers who benefited from the 
counseling received by their student loan providers.  The letters show how, through telephone 
contact, the borrowers were able to obtain the information they needed to get back in repayment 
or on a path toward loan rehabilitation.  The unintended consequences of not being able to reach 
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these borrowers through their telephones would be dire to both the borrowers and the Federal 
taxpayer. 
 
For all the reasons set forth herein, we request that the final rule make clear that the FCC’s is not 
changing its long standing interpretations that calls made by student loan providers and their 
servicers and collectors (i) to a residential telephone line using an artificial or prerecorded voice, 
and (ii) to a cellular phone using an automatic telephone dialing system or an artificial or 
prerecorded voice, even in the absence of prior written consent, are not prohibited by the rule.   
This clarification could be accomplished in at least two ways. First, the FCC could make clear 
that the final rule only applies to telemarketing calls.  By taking this action, the FCC would be 
achieving its stated goal of harmonizing the FCC’s rule with the FTC’s rule. In the alternative, 
we request that the final rule make the clarification by explicitly stating that the rule, with its 
requirement that the debtor’s consent be in writing, does not apply to creditors, servicers and 
collectors in performance of servicing and collecting loans. Such a statement would reflect long 
standing policy. However, the ambiguity in the NPRM, together with the complexity of the 
overall regulatory structure, has led us to the view that a clear statement of policy is needed. The 
exemption could be based on the reasonable and long standing interpretation that the debtor, by 
providing contact information, has given permission to receiving these calls. 
  
If you have any questions, please do not hesitate to contact us. Our contact information is set 
forth below. 
 
Sincerely, 
 
Education Finance Council 
National Council of Higher Education Loan Programs 
 
 
 
EFC:           Peter Warren, President (202-955-5510; peterw@efc.org) 
NCHELP:   Brett Lief, President, President (202-822-2106; blief@nchelp.org) 
 

 6

mailto:peterw@efc.org
mailto:blief@nchelp.org


 7

Attachment – Borrower Letters 
 
 

Chris
Rectangle



May 14,2009

Dcar

On March 1O'h, 2009 I received a phone cal] from ,ill unknown number. rusually do not answer

calls that r am not familiar with, But this particular time I decided to Answer and I '''11 not sure

why. However, I am very happy Ibm I nOT only answered, but was lucky enough to be greeted by

Ms.~n. the oiber end. Her wa.-m voice coula not have been the voice of a "debt collector".

The 'Warm, caring, helpful tone in her voice prompted me to listen, instead ofbnging up. When

I learned she ""as representing the Department of Education. Tcan honestly say for the flrst time

in years that I was relieved. Usually I wanted to avoid facing my student loan debt, but Ms._call inspired me and gave me hope, She optimistically educated me wout a program that

would relieve my credit report of the daunting debt, as wellIJ5 enable me to continue my

education at the University le\lel.

it was ironic that we were discussing this program. becatl.se the SUIIlmer of 20D8, I initiated

co=un:icat~onwith the Depa..rrrnent of Education regarding emol1ment ill this very program. I

WP-S greeted. by a representative who told me I would need to make a down payment of 5S0{)O

tfu,t C41j! and agree to $SOO per moll".n to tT.l:ol1. I e>.:piained that 1 did not h"",e :l.Ccess to five

thoUS&ld doIlar~ ZLrt:Q was t~)ld th.at the best offer they couJ.d m.ake y.;;&S to lower the d(i~J.,ln

payment to $2000. i had Tecentiy lost my johand was ani)' makiug 5 dollar above mirri.:."um

wage, So the dnvJU payment seemed overwhelming and qUite discourag1~g. Neeclless \0 3ay. I

opted to not enroll at that time. TIillIlk Goodness!

JUL 2009



rc 003

My point is Ms_ has been the only representative of Inany from the Department of

Education to L'1Spin: IDe tu agree to and CARE aoout repaying my Student Lo9.."'L In just a couple

of months, sh.; has been dedicated to helping me by being understanding, flexible, and "'illing 10

"work ~JVith me", She has that magical thing that=y "clebt collectors" seem to Jack. "' A

WARM CARING HEART" She doesn't treat IDe as a number or SS$' s, but as a huma..'"l being,

I am writing this letter to say THAN'K YOU, to MS.", i'!.l'ld 10 for hiring someone

who cares about those she TI:.-presents. Because oflvis._' call, I was motivated and

inspired to re-enter college. I have since enrol1ed and began taki;'lg classes on Monday, May

Illb. Her wi1Iingness 10 "work ~'ith me" pe=itted me to hllve the mouey I needed to pay for my

classes. FOf that I am extremely GRATEFULL! f

Ms_~ Ijustv\,anHosay lliANK YOUJ! So very much, TIiANK YOU, With Wannest

Regards, th.ankyouf

Sincerely,

1

I
IL ~~ ~.__._. ~

i ~009
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Page 1 of 1

To Wbom It May Concern

r just ">vat.ted to say thank youf~ce.. l1ent service and care I received from <:me of
y')'1.!I' fine repre--.entatlvw Mrs _belped me successfulJ)' rehabilitate o:y tlefaultcd
sludellt loan, She was very courteous, helpful, and extremely positive during the
embarrassing and frustrating task ofdealing Wltb one ofmy paM mlstakes

Ifall credrtors treated theu- defaulted loans this w~Y. f believe that the repayment status
percetl!age would be lnghly increased

1\)80, thank you so much for working with me rn this matter You made it as painless and
pl~SlJ1ableas it could be III the circumstances'

Mrs _ should be commended for her work and attitude

Ifyou should have any questions or comments please {".aI!

Sincerely

i
i
i
I
(

I
I \'
L, ",

JAN - 9 2008



Page 1 of 1

~.'!'"

11!24!2HBS 15:89

I ~uhmit ':hi, corre~pundence to draw yo;.l~ ;).tlenuan to :he s~c1laT sen'i:e provided by \1::.
Sltay-::<.h _ of your _ qf~cc. In rcccl1l ".·ceks, I've SPOk:-ll to \'-·k .M"
2;[111>;)('1 da.i!y <ls Ill': wo~ked tl;} conSU1.;;:t a student loan rt'P<I)mcnt plan for~ "-';:loS

T~?rt:$~ming Q;l B. pm hc.r!o ba;,:s. Dunng tatn of {lUr ;nter2.ctior~5. :\,15. _ ";<'IS

l:in<!r.rsts,nding. p~iel1t. respr.ctfil[, ,md mos( im?ort.'3mly. helpfHl. Her profe5'siona1!snl was both
grcz.t!y a:::pre<::i1'Je-": and made the ~a~k ofadc!rcssi~my client's nt:cd; a picasarn txpE:Tienc'i;,

rt'~ ,;:trc tha.: J c:tiC1.;·unter service cf a kvel th.1t induce;;
Ho\'.'e....<:r. ;n this inst.ance. Twant to cn:;ure t:~at everyone at
lh~ f·;L;l'.astk work being done by Ms,

Xl'l{; to contact mlll1agcmc:J.'.
und<;t5ta:lds arlO appreci<:k3

(--"'--

\
i
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JAN-3G--2DC8 WEI) 04:28 PM

To Van Rue

Date lanuary :)0, 2008

Ra.Penny Zautcke

p, 02

Page 1 of 1

Ifni mt"mo IS to commend the Job of one of your customef service f<~presel1tdtr~s, M. Pffinv_
I have dealt with m~ny other people In reg.rds to my ~tudent loans over the years No ooe has come

close to hclpmg me @et back on track the Will' that PeMY has Her kmdness, perselleran<;e, sense of
humor, and professlona!lsm is one of thebigg~streasons that I have fOUnd a way to stay on wurse with

my loaf! piiyroertls. 'fO\) should be thankful to have someone so capable aYld persQnabl~ wor/:mg for

vaur company TIlanl<. you for th!! help Pel1nl'

'lIFE" ' 4':l
\,'/.,[.; ;. ,.: ::- I IY 'I

L..- (~;" '-P:

Chris
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March 27,2008

nus letter is in reference to my representative Ms. _ Words cannot

Page 1 of 1

express how helpful and pleasant my experience with her has been. After I5 years of

stress, trying figure out how I was going to rectify my situa!itm, sbe offered a ray of hope.

Due to different incidences, I was unable to imagine how I would possibly pay back the

debt ttwt lowed, not because I didn't want to, but because the amount had become

overwhelming. She was patient. kind and Wlderstanding afu.'f dealing with so many

others that were abrasive and hard to talk to about m~ cjrctJJ:tUll.ancl:. I applaud her for

being so compassionate and supponlve and I hope that in the future, I am able to \)e

assisted by anyone as kind as she has been. Thank you, Ms.. • for the opportunity

and your generous assistance.
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•
10 whom It ma\, L::Unc:.:ru:

l"n, \'.ntm~ th,,; L:tter 01"1 hehoH III M<;," f\.h. _15lhe rtpr=,C:I1t.J.1.1vl nssign::d lo my
>"uu'.nl luan Cc>IIt'Ctl0ll~ tlLLUunl 1 atL¢l,dc:d VA CU:IUllOIT'V:=:,tl1.h Unt"cr:;dy some j'td."S bd~'k [illd
Wa"Il'T :1b!e 'In f"im;.n hCCilll~C of life ~auatmn, and lSsue., I 'VI: made atremJ:lt~ In ft:C!tfy the
issue:, ,mo pd)'ol [' whll.t J o\\'~ on m) "ludellt loans, bUL never ~t:l:.mcd to he uhle 1l1l;J'ab hold ?nd
hcc.:p a ,"l~Lld) income 10 b:cp lht: pU)'I11cnts rcllmg in J lrell thill if1 c:alblth:: ".gt'tlCI{:S handlmg
my :lu.'t)unt I \.\l>uJd he m.:.tle tll kd bdittkd in ~mne ..,'>I)" by th~ CO!!~tl\)n CQmfiaill':, To(:
Rlhk '><.1).> tu ~owe DO man" T",illl to b= [J~Ll1ll\d Ii\-(,: hy hibhcaJ rnnupli.:;;: You [IlH't: to
fClilcw. the prm,clplcc; In ,mb tn r.::·ccivc the: bJc:s~mgs.

Wdl, lh~ 1 £>rd h", pii\{'.ed an ,lOgd on thr other I.me 01 llll" ph.ont. th:- T",?r~v~'t1tall\'c Vtho
h.muk~ rn)' account for my ·a'Jt.k.nt loans A "er}' kn(JI':lc.dg,c."ble per<:\ln, ""ho hm; a h:::m l~)

help, anJ lin:. allgd. " ~h _ Mo>. 1_hy nn mean~ cUl, I:nrner.! [or the <':-I..mp,wy. "he
Jm~i> hcr rob to cnS;Jrt~ th,)1 ltl!.: monc! ttl"t ,\ ll'\ot.d \!~ J)c.oartmenln! Edtr....ailOll 1, pmd. Rut ..he
,p::l\l~, to you In :i \>.;))' lhat 1:- nHl dcmewlng :::bt rcaHy c;Dund., like- ,h~ wants. TO belp by fir,t
£dtmg rhe 1\)0n~:" lhi. ,"Ornpall) 1<" ('lv,.<'d.. c,ul abo by \eco":.!1!,. hdptn~ the either p=r,un (lD Ihe
ltn~ wh'.) t)~CS the ffi::Jne)' undc:r'1.:l.'1d the impar"..Jrlt:t: uf P~7.'IDg. the mon::)' ~nd the best W:lj' to'!
1h<:ir t..H<':\lI1l"lam.:-s 1" gel Il dnnl; in [l1~:1} lh<lt tt.Vd) perSOll OeI1::fitli. SHL 1~ the Becs!
ColkClltlnS Agent rHo :':'l'T MJ to dC-ill v;nh AnJ 11 makes me f~t:I comfonable to cull imd :.a~

h",r<:'~, 'yo\Jr mom:)' ",nrl led thall cao l.:nmpl::k (he t~s.~ off'<iyiT'tfl, il all bsck "'~1thoU1.lhc .,tress of
ha.. mg 10 de,ll ''<lih a rude rerSN1. nf) 1r,<: other end cf th~ ph"nt.

I "aid:l.lI oj I!lOllo OD) rhis; M',_IS (l ""lUi: to , ple[\.o~ hl~,... her With v,hatever
acr.J)(,n,vlt·d~-m\""1'I.LCj.. b:.)nu'5e~, JJ>Y"'r t)~f.. pO.;' r~isc; ..p.!t~1 y..,r..ft[ c\'cr Lrtcct"~UVt::~ lh.::: c(lrnpm1Y currenU)

h.l$ or Vld! !u'«: in (h~ n.tlun:. SH:: DESFRVF.S TTl SHE HAS A H:SAlffIFUL SPTIUT!

~jrt(;t:n:I)',



rage 1 or I

P.B2

To whom it may concern

Tnis 15 to let yntrF:riow of the kmdn~s5of Mrs.. _ I know all too well ¢f the
moootony fbt com~s alot1g WIth customer service. One lends to forget that each
cusiomer t;; an fndh:ufual. this was not the case WltD Mrs _. She 15 a great asset to
your company. She treated m~ as an mdiYldual and 1t was grea.tly appreCIated Please let
her know th<.t her kindness was valued wIth tbi::; eus/omer, it wasn't so had having to p"y
my monthly puymc;nts. and havmg every quest!l,)u JhOld answered Ple.>~e commend her

TIumks zn advance

j4~~ lJ ~ tJLlj

l.----

T.o1R'~ P. 02



()et:emher 29 2IJn7

Dear re-preJf:ntatlZ'p.

I am wrttmg to c.rpress my 'hanks to represelltatzv/O 'who help m an attempt to
resolve the rlllfOulted load problem a1ld enabled me to cOllsoltdated mto one account
ba.lf:d on my 111come

.She u'as so hclJ::ful to nIP a.s he ttrr:nt through all the ltems 'Wlth me and explamd
them to me about the bcn~fil and hm1YiS that emL1 <~!ftct 1ll;J' loan status

Jam wzshtng !lcu good luck and succes~ful admmlstratW71 m IJ~e.future.

Furthf:mwre, I IO(ik fOiJJarri to jind that th.e problem has been sol'ped sw:ces~fid6'.

r::.jl(:clr1l£v lrftmg n~)' difault status so that J wn go back to .Idwols and rompleLe tr~)'

t'f;si (:fedualtzon and earn ad7Janced rle,gree (!fsu({:e.,.l.

Thank ,you m advaurcfor your amsulr:ratlOn.

/:hnr.erdy,

En.cl.()sure !
I
J

L

f !1 ~ I ~ J.

'-'1">:\ I U 2G08

.-_._----,---~----~---~-----_._------'-=-_. ---~



To Whom Tl M:!.y Concan,

I'm wntIng )\Ju Ilus lettC1' to thank you for your p4tlencc 2nd tum with me con~tIllllg Wi!
defaulted studlillovemmt J091,1 I haJ:I spoken with sc\'(lra! of }'p\Jt" B~nu bu1,wa~ most
lmprezstd by' n the :manner in wluch he handled lius account for mt' Upon
ltt~VJ.Dg ills c c to ec tune to Bn<Iwer anrl Inform me of IIl.l ID)' option's 3'1'aJlablc to
me about this lIeoount,explll.WJJg to mc In detaJ.l .about the progrMlll:Od how It may best
severe me Mer spe.aking to hIm on the 31st Cif~ mCill.th 1, agrttd to e.n~ ml.Q lhe
progt~ and woulli like to express my g:atinuie for hls llaVlC'e;$1 r'sn hopw.s: to IDOta

pet>ple may eKpeneDCe the Illlme coum:&y and unaCl'!ltandmg that was gwen to me ll1ld
these: opti1:ln's that ate available for tAcm, are taken to help lh~ll1S I eM lite thAt they w:lll
help me ill mr Mwe rnde&voa.

Smcerdy yours.

Page 1 of 1
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Malch 27, 2.008

To Whom It May Concern:

ThIs letter is to gNe thanks to your c.ompany for allowing Mrs. 1liiIe>be my
representative as I tra....eled through thIs rehabilitation period with brinin~
~tudent loans current. It has been a tough tima for me, I-Iowever, Mrs._
has helped me every step of the way through this rehab,litation p6'flod. There
were never any questions. that went unanswered Bnd Sh'3 went above and
beyond the call of dutY to understand and assisl me wittl the right payment 10
may sure that I was able to compJete the agreement She is such an asses1 (0
your company. She has really valued me as a comstomer and has really
cou~e onto the riight trad( of never defaLllting on my s\udent loans again.
Mrs. _ Is really appreciated, and be~ause of hor 3l'..sisstBnca, I will be able:
to purcha.se a oome tor me and my da~ghtarwith goOd .:redit this summer.
Again, I woulc:lIiKe to say thank you!

Sincerely,

t'age 1 01 1
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To w~)om it may concern,

Please accept this lett.er of commendation for Renita _performance of her due diligence in assisting

me with resolution of my defaulted studr?nt leans. From the very first day, Renita was committe-dtc

helping me resolve this Issue. She was alv,'ays considerate. professiorli3l. and very knowledgeable about

her bUSIrleS5. She was also very personable and J always understood exactly what she was trying to say.

That is something special in this time of httrned, uncoring atmosphere of collections. I am so grateful to

Renita for everything she did to facilitate the rehabilitation of my sludent loans. She has becotr,~ a

wekomevoice on the other end of the phone. i think very highly of her skills in working with <lOci for

people. You are blessed to have someone so deciicatedin service to her company a.nd her client!:. I am

happy to report that everything happened just as Renita assured me it WOUld. I have already received

my income tax refund! And i am enrolled in University of Phoenix Online. I~"nnot thank vou enough,

Renita!

Sincereiy.

I
I
L__.w~~. ~__~ _~__ • ._~_
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April 7, 2010

Re:Eric_

To Whom It May Concern,

My name is I reside at

I was recently a client of your firm. J had several delinquent student loans which your firm
helped me to successfully rehabilitate.

During the rehabilitation period, my case was handled by one of your employees) Mr. Eric

Eric _ was always congenial and professional in the execution of his duties. His

customer service etiquette has always been flawless and he always worked diligently to
accurately satisfy all my loan related questions.

Eric _ is an excellent representative of your firm and I hope this letter assists him in

bringing attention to his excellent work habits.

Thank you for your consideration regarding this matter and do feel free to contact me at

any time.

Sincerely,

RECEIVED

f\PR 082010
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